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	QUALIFICATION QUESTIONNAIRE


	Establishment of a Single-Party Framework Agreement for a Contact Centre Software Solution and Related Services for Wexford County Council Customer Services Unit (CSU)
Initial Contract: 2 Years

	Procedure:
	Competitive Procedure with Negotiation

	Issue Date
	As per etenders

	Etenders Reference
	CFT 8440476

	Closing Date for Queries
	As per etenders

	Closing Date for Tender Submissions
	As per etenders

	Contact for Queries
	Questions and Answers facility on www.etenders.gov.ie

	Format for submission of tenders
	Tender Post-box facility on www.etenders.gov.ie

	Please note that information relating to this Call for Tender, including clarifications and changes, will be published on the Irish Government Procurement Opportunities Portal www.etenders.gov.ie. Registration is free of charge and there is no charge for documents. 
Please note that the Contracting Authority accepts no responsibility for information relayed (or not relayed) via third parties.
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1. [bookmark: _Toc231748546][bookmark: _Toc3989712]Disclaimer
This document issued herewith (“the Document”) is for information only and does not constitute, and shall not be interpreted as, an offer for sale, prospectus, or the basis of a contract.
Applicants are recommended to read the documents thoroughly.  While all reasonable steps have been taken to ensure that the information set out in the Document is accurate and up to date, no representation or warranty, express or implied, is or will be made or given in relation to the accuracy or the completeness of any information contained in the Document or otherwise provided by or on behalf of the Contracting Authority (in writing or otherwise) to any interested party or its advisers. No responsibility or liability for any loss or damage arising as a result of reliance on these documents, or for the information contained in these documents or for any omission is or will be accepted by the Contracting Authority or by any of its officers, employees, agents or professional advisers.  No officer, employee, agent, or professional adviser of the company has any authority to give or make any representation or warranty, express or implied, in relation to such information.  The Contracting Authority’s officers, employees, agents and professional advisers expressly disclaim any and all liability arising out of such documentation or information and any errors or omissions in or from the documents and information. 
The Contracting Authority reserves the right to discontinue the procurement process at any time.
	Contracting Authority:
	Wexford County Council (WCC)

	Title of Procurement
	Establishment of a Single-Party Framework Agreement for a Contact Centre Software Solution and Related Services for Wexford County Council Customer Services Unit (CSU)
Initial Contract: 2 Years

	Number to be invited to tender
	The top 3, subject to that number qualifying

	Procedure:
	Competitive Procedure with Negotiation

	Stage in procedure:
	This is the first stage of this competitive procedure whereby any interested party may submit a response to this Questionnaire in order to be considered for inclusion on the next stage. Following evaluation, the top three (3) scoring applicants will be invited to tender at stage 2, should that number qualify.

	Selection Criteria:
	As contained in Appendix A in this Document.





2. [bookmark: _Toc231748547]About the Contracting Authority
[bookmark: _Toc490402517][bookmark: _Hlk75161404]Wexford County Council, herein after referred to as the Contracting Authority, is the authority responsible for this procurement. 
Wexford County Council is the Local Authority for the administrative County of Wexford. Local Authorities are the closest and most accessible form of Government to citizens. They have responsibility for delivery of a wide range of services in their local area with a focus on making cities, towns and countryside attractive places to live, work and invest. These services generally include housing; planning; infrastructure; environmental protection; and the provision of recreation and amenities and community infrastructure. Local Authorities also play a key role in supporting economic development and enterprise at a local level.
3. Further information is available at our corporate website www.wexfordcoco.ie
It is the policy of the Contracting Authority to encourage participation by Small and Medium Enterprises (SMEs) in this competition.  
SMEs are encouraged to explore the possibilities of forming relationships with other SMEs or with larger enterprises to meet the financial, economic or technical capacity requirements of the competition, if required. 

3. [bookmark: _Toc231748548][bookmark: _Hlk93488493]Scope of the Framework Agreement
[bookmark: _Hlk138770044]The Contracting Authority proposes to engage in a competitive process for the establishment of a Single-Party Framework Agreement for a Contact Centre Software Solution and Related Services for Wexford County Council Customer Services Unit (CSU)
Initial Contract: 2 Years

3.1 [bookmark: _Toc115776280][bookmark: _Toc231748549]	Overview of the Procedure
The Contracting Authority is employing the competitive procedure with negotiation for this procurement given the complexity and risk associated with the procurement in accordance with Art. 26 of Directive 2014/24/EU. 
The procedure involves a number of stages: 
· Pre-Qualification Phase (this Phase)
The Pre-Qualification Phase (completed) was used to short-list the number of potential candidates, depending on the quality of the responses received in response to this questionnaire to be invited to tender.  

· Tender Stage 
Those invited to tender, are hereby issued with a minimum based specification, award criteria and pricing documents and invited to submit tenders.  The Contracting Authority will evaluate those tenders against the award criteria and reserves the right to:
a) Move straight to a contract award decision, without negotiation, i.e. treat the tenders as Best and Final Offer (BAFO);
OR
b) To apply the successive reduction rule to reduce the number of firms to be invited to the negotiation phase;
OR
c) To invite all firms to negotiation meetings.

· The Negotiation Stage
Where negotiation meetings take place, all aspects of the tender submitted may be discussed, including costs.   
Those applicants will be accorded an opportunity to submit a Best and Final Offer (BAFO), which will be assessed against the award criteria. 
It should be noted that the Contracting Authority reserves the right to establish the framework directly following receipt of initial tenders without recourse to negotiations with individual applicants.

3.2 [bookmark: _Toc231748550]	Justification for the Use of the Competitive Procedure with Negotiation
The Council proposes to use the Competitive Procedure with Negotiation (CPwN) for this procurement because the requirement is for a complex, integrated contact centre solution (Microsoft Teams-compatible) involving software, configuration, implementation, CRM integration (including Granicus), AI-enabled transcription/summarisation, omnichannel functionality, data retention/redaction controls and EEA data residency requirements.
This is not a straightforward off-the-shelf purchase and the Council cannot define the final technical and commercial solution with sufficient precision at the outset. The Council’s needs require adaptation/configuration of available solutions, and prior negotiation is necessary to clarify and agree the most suitable solution design, implementation approach, integration model, support arrangements and associated risks.
Accordingly, the use of CPwN is justified under Article 26(4)(a) of Directive 2014/24/EU (as transposed by S.I. No. 284/2016).

3.3 [bookmark: _Toc231748551]Numbers admitted to the Framework Agreement
The framework agreement will be established as a single-party framework agreement.
All applications will be evaluated in line with the criteria and rules outlined in Appendix A.  Responses will be scored and it is envisaged that the top scoring three (3) qualifying applicants will be invited to tender, subject to that number meeting the minimum requirements.

3.4 [bookmark: _Toc231748552]	Duration of the Framework Agreement
The Framework Agreement will be established for an initial period of two (2) years. The Contracting Authority reserves the right to extend the Framework Agreement for a further period or periods of up to six (6) additional years, in one or more increments, subject to satisfactory performance, ongoing business needs and budgetary provision.
The maximum duration of the Framework Agreement, including any extensions, will not exceed eight (8) years. Any decision to extend shall be at the sole discretion of the Contracting Authority.
An extended duration of up to eight (8) years is considered appropriate having regard to the nature of this requirement, which includes the provision, configuration, implementation, integration, support and ongoing development of a Microsoft Teams-compatible omnichannel contact centre solution for the Customer Services Unit. The solution is expected to require phased implementation, integration with existing and/or future systems (including CRM), service stabilisation, optimisation of workflows and reporting, and potential enhancement of functionality over time (including AI-enabled features, subject to the Contracting Authority’s requirements). A longer framework duration supports continuity of service, protects the Contracting Authority’s investment in implementation and integration, and reduces operational and procurement risk associated with re-tendering a business-critical service prematurely.
For the avoidance of doubt, the Contracting Authority confirms that the period of any contracts awarded under the framework agreement may extend beyond the date of expiry of the agreement.

3.5 [bookmark: _Toc231748553]	Estimated Value of the Framework Agreement
[bookmark: _Hlk93488388]The maximum total value of the any services pursuant to the framework agreement will not exceed €500,000.00 (ex. VAT) over the lifetime of the agreement i.e., 8 years.
It is emphasised, however, that these figures are provided strictly for indicative purposes only as there is no guaranteed expenditure under the framework agreement.

3.6 [bookmark: _Toc1371514][bookmark: _Toc231748554]	Awarding Contracts under the Framework Agreement
In the case of a single party framework agreement, contracts may be awarded directly on foot of the original tenders or by consultation with the framework member and invitation to provide a supplementary tender within the constraints laid down in the tender documentation and the framework agreement terms and conditions.

3.7 [bookmark: _Toc231748555]	Award to Runner Up
If for any reason, it is not possible to admit to the framework agreement one or more of the tenderers invited following the conclusion of this competitive process, the Contracting Authority reserves the right to invite the next highest scoring tenderer(s) to join the framework agreement as appropriate, at any time during the tender validity period. 
In the event that, following the award of any contract under this framework agreement if the framework member cannot, for whatever reason, deliver the required services to the satisfaction of the Contracting Authority; the Contracting Authority reserves the right to award the contract to the next highest-ranked tenderer emerging from the process at any time during the contract tender validity period.

3.8 [bookmark: _Toc231748556]	Use of the Framework Agreement
The Contracting Authority will use this framework agreement as and when requirements within its scope arise. However, there is no obligation upon the Contracting Authority to make use of this framework agreement. Notwithstanding this fact, the framework agreement may be terminated in accordance with the framework agreement terms and conditions, a draft version which will be appended to the tender document.

3.9 [bookmark: _Toc231748557]Scope of Requirements under the Framework Agreement and the Initial Contract
The scope of the Framework Agreement will comprise the provision, configuration, implementation, integration, support and maintenance of a Microsoft Teams-compatible omnichannel contact centre software solution and associated services for Wexford County Council’s Customer Services Unit (CSU).
The Framework Agreement may include, but will not be limited to, the following:
· software licensing / subscriptions
· system configuration and setup
· implementation and deployment services
· integration with existing and/or future systems (including CRM systems)
· data migration / import (where required)
· user roles, dashboards and workflow configuration
· reporting and analytics configuration
· training, documentation and knowledge transfer
· technical support, maintenance and upgrades/updates
· optional modules, enhancements and additional functionality
· associated professional services necessary for the delivery and ongoing operation of the solution.
· SIP lines (600 Teams standard users)
· Teams Calling support
· Provision and maintenance of SBC (Session Border Controller)
The Initial Contract is expected to relate to the first phase of delivery under the Framework Agreement and is anticipated to include the provision and implementation of the core contact centre solution for the CSU, including configuration, integration and support requirements as defined at Stage 2.
Additional details, including technical specifications, system architecture, interface requirements, implementation requirements and performance/service requirements, will be provided at Stage 2 of the process (Invitation to Tender stage).



4. [bookmark: _Toc39567190][bookmark: _Toc231748558]Instructions to Applicants
Every effort has been made to ensure that this Document contains all the necessary information for the completion of applications. The Contracting Authority does not warrant or represent that this Document, or any other information given to applicants, is accurate or complete. No liability is accepted for any error, misstatement, or omission (negligent or otherwise) in this Document, or in any other information given to applicants.

4.1 [bookmark: _Toc39567191][bookmark: _Toc231748559]Queries
The closing date for the queries are specified on the title page.
All queries regarding this tender should be through the messaging facility on www.etenders.gov.ie, including any omissions which would prevent applicants from submitting a comprehensive response. Please submit queries as soon as possible.
In circulating responses, queries will be edited to avoid disclosing the identity of the querist and will be circulated to all parties who have expressed an interest in the procurement on the eTenders website.
Please note that information relating to this Qualification Questionnaire, including clarifications and changes, will be published on the Irish Government Procurement Opportunities Portal www.etenders.gov.ie. Registration is free of charge and there is no charge for documents. Please note that the Contracting Authority accepts no responsibility for information relayed (or not relayed) via third parties.

4.2 [bookmark: _Toc39567192][bookmark: _Toc231748560]Submission of Applications
The Contracting Authority is using the tender postbox facility and applications must be submitted electronically via the eTenders postbox facility on www.etenders.gov.ie only.
The Contracting Authority is not responsible for corruption in electronic documents. Applicants must ensure electronic documents are not corrupt.
Applicants should produce their response as a single uploaded file, if possible, which is clearly labelled, page numbered and indexed.

4.3 [bookmark: _Toc231748561][bookmark: _Toc39567193]Closing date for Applications
The closing date for the application is specified on the title page.
Applicants must ensure that they give themselves enough time to upload and submit all required documentation before the closing date/time. Applicants should consider the fact that upload speeds vary. There is a maximum of 2.14 GB for individual files sent to the electronic post-box and a one-hour limit for upload. In order to submit a document to the electronic post-box, please note that you must click “Submit Response”. After submitting you can still modify and re-send your response up until response deadline. Applicants should be aware that the ‘Submit Response’ button will be disabled automatically upon the expiration of the response deadline.
It is the responsibility of the applicant to ensure that their application is complete and is uploaded by the designated deadline. Applications that are received late or via other means will not be considered in this public procurement competition.
It is important to note that only persons who have downloaded and accepted a document can submit an upload.

4.4 [bookmark: _Toc39567194][bookmark: _Toc231748562]Completing the Qualification Questionnaire
When completing the Qualification Questionnaire contained in Appendix A to this Document, Applicants should note the following conditions:
All questions must be completed in full using the format provided. 
All questions should be answered with relevance to the subject matter of this competition. For the avoidance of doubt, it is emphasised that the information requested in the Qualification Questionnaire is aimed solely at determining the suitability and choice of applicants for entry to the competitive tendering stage. Only at that subsequent tendering stage will the selected tenderers be invited to tender in application to the specific requirements of the contract in the light of the published award criteria and the Request for Tender document.
Where a ‘Rule’ is associated with a particular question, applicants must satisfy the requirements of the rule in order to remain eligible for consideration in the competition. 
Applicants are permitted to add lines to the pro-forma tables and boxes set out within the Qualification Questionnaire if required. 
The Qualification Questionnaire must be completed in English. 
All financial information should be denominated in euro (€), except where financial information is being provided in a certified or audited supporting document such as a set of financial statements in which case it is sufficient for the information to remain in its original currency.
Failure to provide a sufficient level of detail or to explain adequately any relevant matters may result in such data or information not being taken into account during the evaluation process.
The Contracting Authority is not responsible for and will not pay for any expense or cost incurred or loss suffered by an applicant in the preparation or submission of its application or otherwise. Further, the Contracting Authority is not responsible for any travel or accommodation costs incurred by the applicant unless previously agreed in writing by the Contracting Authority. Each applicant is fully responsible for the entirety of all expenses and/or costs it incurs in the presentation or submission of an application or in participating in this process and competition.

4.5 [bookmark: _Toc39567195][bookmark: _Toc231748563]Applications for SMEs and Consortia
The Contracting Authority seeks to encourage participation on a fair and equal basis by Small and Medium Enterprises (SME) in this Competition. SMEs that believe the scope of this Competition is beyond their technical or business capacity are encouraged, subject to this paragraph, to explore the possibilities of forming relationships with other SMEs or with larger enterprises. Through such relationships they can participate and contribute to the successful implementation of any Services Contracts that may result from this Competition and therefore increase their social and economic benefits. 
Larger enterprises are also encouraged, subject to this paragraph, to consider the practical ways that SMEs can be included in their proposals to maximise the social and economic benefits of any Services Contracts that may result from this Competition. 
Where a group of undertakings (in whatever form and regardless of the legal relationship between them) come together to submit an application in response to this Qualification Questionnaire the Contracting Authority will deal with all matters relating to this Competition through the entity who will carry overall responsibility for the performance of the contract only (the “Prime Contractor”), irrespective of whether or not tasks are to be performed by a subcontractor or other consortium member (the “Subcontractor”). The applicant must clearly and comprehensively set out the name, title, telephone number, postal address, and email address of the nominated contact personnel of the Prime Contractor authorised to represent the applicant and to whom all communications shall be directed and accepted until this Competition has been completed or terminated. Correspondence from any other person (including from any Subcontractor) will not be accepted or responded to.
Applicants are reminded that they may rely on the resources of other entities in order to establish the suitability requirements on condition that they can prove to the satisfaction of the Contracting Authority   that they will have these resources at their disposal when necessary.
If the application is from a consortium / joint venture applicant must ensure that all the relevant information is provided and where necessary, provide the information requested separately for each party. 

4.6 [bookmark: _Toc231748564][bookmark: _Toc39567197]European Single Procurement Document
In accordance with 2014 Directives, suppliers may have compiled a European Single Procurement Document (ESPD), either electronically via the eESPD on eTenders or as a separate uploaded attachment with the tender response, which will be accepted as evidence of compliance with Section A of the Questionnaire. However, the Contracting Authority requires evidence via completed submission of Section B relating to Technical Capacity. Mere confirmation will not be sufficient under these headings. 
Progression to tender stage will be conditional upon identified applicants providing evidence of self-declared information to the Contracting Authority. Failure to provide appropriate evidence within the required timeframe specified will result in the applicant being deemed inadmissible for the next stage of the competition.

4.7 [bookmark: _Toc231748565][bookmark: _Toc39567198]Evaluation of Applications
An “Application” comprises a completed Qualification Questionnaire including the associated appendices.  
Applications will be evaluated strictly on their merits in accordance with the published selection criteria, minimum rules and weightings specified in the Qualification Questionnaire.

4.8 [bookmark: _Toc39567199][bookmark: _Toc231748566]Clarification of Applications
While not being obliged to seek clarifications from applicants, the Contracting Authority reserves the right, at its absolute discretion, to ask applicants for clarification or elaboration of their applications to assist in its evaluation of applications.   
However, it is emphasised that the Contracting Authority will not be obliged to seek clarification where any of the essential pass requirements set out in the Qualification Questionnaire have not been met. Therefore, applicants should pay particular attention to ensure that their applications contain all the required information.
4.9 [bookmark: _Toc39567200][bookmark: _Toc231748567]Identification of Tender List
All applications will be evaluated in line with the criteria and rules outlined in Appendix A. Responses will be scored and the top scoring three (3) qualifying applicants will be invited to tender, subject to that number meeting the minimum requirements.

4.10 [bookmark: _Toc39567201][bookmark: _Toc231748568]Freedom of Information Act
All responses to this Qualification Questionnaire will be treated in confidence and no information contained therein will be communicated to any third party without the written permission of the Applicant except insofar as is specifically required for the consideration and evaluation of the response or as may be required under law, including the Freedom of Information Act 2014, EU and Irish Government Procurement rules.
Applicants are requested to consider if any of the information supplied by them in response to this request for tenders should not be disclosed because of its sensitivity. If that is the case, applicants should specify the information that is sensitive and the reasons for its sensitivity. The Contracting Authority cannot guarantee that any information provided by applicants, either in response to this Qualification Questionnaire or in the course of any contract awarded as a result thereof, will not be released pursuant to the Contracting Authority’s obligations under law, including the Freedom of Information Act 2014, or to those under EU and Irish Government Procurement rules. The Contracting Authority accepts no liability whatsoever in respect of any disclosure of the relevant information which is subsequently released or in respect of any consequential damage suffered as a result of such disclosure.

4.11 [bookmark: _Toc39567202][bookmark: _Toc231748569]Interference
Any effort by the applicant to unduly influence the Contracting Authority, relevant agency personnel or any other relevant persons or bodies in the process of examination, clarification, evaluation and comparison of applications and in decisions concerning the award of the contract shall have their application rejected. 
In accordance with Section 38 of the Ethics in Public Office Act 1995 any money, gift or other consideration from a person holding or seeking to obtain a contract will be deemed to have been paid or given corruptly unless the contrary is proved.

4.12 [bookmark: _Toc39567203][bookmark: _Toc231748570]Inducement to Purchase
The Contracting Authority shall be entitled to disqualify an applicant in one of the following circumstances:
(a) If the applicant has offered or given or agreed to give to any person any gift or consideration of any kind as an inducement or reward for doing or forbearing to do, or for having done or forborne to do, any action in relation to the obtaining or execution of this contract award procedure or showing or forbearing to show favour or disfavour to any person in relation to this contract award procedure or any other contract award procedure with the Contracting Authority, or
(b) If like acts have been done by any other person employed by the applicant or acting on its behalf (whether with or without the knowledge of the applicant).



[bookmark: _Toc39567204][bookmark: _Toc231748571]APPENDIX A: Qualification Questionnaire
	Ref.
	Pass/Fail Criteria
	Pass Requirements

	A1
	Applicant Summary
	Applicants must complete this section. If the applicant is a grouping, then a separate questionnaire must be completed for each group member.

	A2
	Tax Compliance  
	Applicants are required to complete a Self-Declaration Form (A5). Applicants should note that if invited to tender, they will be required to provide the evidence self-declared prior to receipt of Request for Tender.

	A3
	Turnover
	

	A4
	Insurance
	

	A6
	Declaration of Bona Fides
	Applicants must complete, sign and date this Declaration. Non-compliant applicants under any of the headings will be automatically disqualified.

	A7
	Declaration Article 5K
	Applicants must complete, sign and date this Declaration. Non-compliant applicants under any of the headings will be automatically disqualified.

	Ref.
	Weighted Criteria
	Max pts.
	Assessment
	Min pts.

	B1
	Previous Experience
	8,000
	Applicants must demonstrate relevant previous experience in the successful provision, configuration, implementation, integration and support of Microsoft Teams-compatible contact centre and/or omnichannel customer contact solutions of a similar scale and complexity to the requirements of this competition.
Submissions should clearly outline:
· Experience in delivering contact centre solutions incorporating core features such as skills-based routing, priority routing, IVR, queue management, callback functionality, agent/supervisor dashboards, and reporting/analytics.
· Experience in delivering Microsoft Teams-compatible contact centre solutions, including (where applicable) presence/status visibility, warm transfer workflows and integration with Teams telephony/collaboration environments.
· Experience in delivering omnichannel capability (e.g. voice, email, SMS/chat and/or video escalation), including channel management by agents within a unified interface.
· Experience in integration with CRM and/or line-of-business systems (including API-based integrations, screen-pop functionality, data export/import, and interface configuration).
· Experience in implementing AI-enabled features relevant to contact centre operations (e.g. call recording, transcription, summarisation, knowledge support tools with controlled content/guardrails), where applicable.
· Experience in delivering solutions in environments with strong data protection, security and compliance requirements, including GDPR and data residency/hosting requirements.
· Evidence of successful delivery for public sector and/or other large multi-user service environments, including operational continuity and support arrangements.
· Proven history of SIP line management and SBC device.
· Suitably qualified Teams Calling support staff.
Applicants must provide details of three (3) relevant projects completed in the last five (5) years, including:
· Client name and contact details (for reference purposes only)
· Description of the services/solution delivered
· Scope of implementation (channels, integrations, user base, locations/business units as applicable)
· Project timeline and key deliverables 
· Applicant’s specific role and responsibilities 
· Key challenges, how they were addressed, and outcomes achieved 
Marks will be awarded based on the relevance, scale, complexity, quality and demonstrable success of the Applicant’s previous experience in relation to the requirements of this competition.
	4,800

	B2
	Quality Assurance Measures
	1,500
	Applicants must demonstrate robust quality assurance and service delivery measures that will be applied in the provision, implementation, integration, support and ongoing maintenance of the contact centre solution under the Framework Agreement.
Submissions should include:
· Quality assurance processes and controls for solution configuration, implementation and integration. 
· Approach to testing, including system/integration testing, user acceptance testing (UAT), defect management and go-live readiness. 
· Approach to change control, release/update management and version control. 
· Processes for incident management, problem resolution, escalation and service continuity. 
· Approach to service monitoring, performance management and continuous improvement. 
· Details of relevant certifications and/or standards (e.g. ISO 9001, ISO 27001 or equivalent), where held

Marks will be awarded based on the comprehensiveness, suitability and effectiveness of the Applicant’s quality assurance and service delivery measures in the context of a business-critical customer services contact centre solution.
	900

	B3
	Environmental Considerations
	500
	Applicants must describe how environmental considerations and sustainability measures will be incorporated in the delivery of the services under the Framework Agreement.
Submissions should address:
· Measures to minimise environmental impact associated with hosting, data storage and service delivery (e.g. energy-efficient data centres/cloud hosting, where applicable). 
· Measures to reduce unnecessary resource consumption in deployment, support and maintenance activities.
· Organisational environmental management practices and/or sustainability policies relevant to delivery of ICT/software services. 
· Any measures supporting the Contracting Authority’s green public procurement objectives..
Marks will be awarded based on the relevance and effectiveness of the environmental measures proposed and the Applicant’s demonstrated commitment to sustainable service delivery.
	300

	Total
	10,000
	
	


Applicants should note that they must achieve a minimum rating of 60% for each of the individual qualitative criteria (B1) to (B3) in order to avoid elimination from the competition.
Qualitative criteria will be scored using the following baseline scoring system:
	Scoring Range
	Description

	90 - 100%
	Excellent response with very few or no weaknesses and exceeds requirements, and provides comprehensive, detailed, and convincing assurance that the Tenderer will deliver to an excellent standard.

	80% - <90%
	A very good response that demonstrates real understanding and fully meets the requirements and significant assurance that the Tenderer will deliver to a very high standard.

	70% - <80%
	A good response that demonstrates appropriate understanding and fully meets the requirements and appropriate assurance that the Tenderer will deliver to high standard.

	60% - <70%
	A satisfactory response which demonstrates a reasonable understanding of requirements and gives reasonable assurance of delivery to an adequate standard.

	< 60%
	Less than 60% is unacceptable and considered ineligible from further consideration.



Marks in the score ranges outlined above can be awarded where responses so merit additional marks.
[bookmark: _Toc39567205]
CTION A: Pass/F
APPENDIX A
	[bookmark: _Hlk39232361]A1 – Applicant Summary

	Weighting: Pass/Fail
Pass Requirement: Applicants must complete this Section

	Organisation Name:
	

	Contact Name:
	

	Position:
	

	Address:
	

	Telephone (Office):
	

	Telephone (Mobile):
	

	Email:
	

	Website:
	

	VAT Registration Number:
	

	Date of Establishment:
	

	Legal Status (Company, Sole Trader, etc.):
	

	Is the Applicant a Small and Medium Enterprise (SME)?
	Yes
	
	No
	

	SMEs are enterprises which employ fewer than 250 persons and which have an annual turnover not exceeding €50 million, and/or an annual balance sheet total not exceeding €43 million

	Is the applicant a consortium / group of Economic Operators?
	Yes
	
	No
	

	If yes, please provide the following information

	Name
	Legal Status
	Element to be Delivered

	
	
	

	
	
	

	
	
	

	Each member must submit a separate Qualification Questionnaire



	[bookmark: _Hlk39232595]A2 – Tax Compliance

	Weighting: Pass/Fail
Pass requirement: Applicants must complete the self-declaration (A5) providing information regarding their tax compliance. Please note rules on tax compliance

	A3 – Turnover

	Weighting: Pass/Fail
Pass requirement:  
Confirmation that the applicant/all parties associated with the applicant have generated a minimum average annual turnover of €250,000.  When requested to do so, applicants will be required to provide evidence in relation to the service of certified turnover of three (3) previous financial years (Applicants can select from the following years: 2025, 2024, 2023, 2022) or pro rata if more recently established.  

	A4 - Insurance

	Weighting: Pass/Fail
Pass requirement: Applicants should complete the self-declaration (A5) providing information regarding the insurances in place and are asked to note that the following levels will be required for the firm(s) being awarded this contract.

	Insurance Type
	Required Level

	Employer Liability
	€13 million

	Public Liability
	€6.5 million

	Professional Indemnity
	€2.6 million

	Cyber insurance
	€2.6 million



Note: - In the case of Employer’s Liability, Public Liability Insurances and Product Liability, an indemnity to Principals clause must be included when requested.  Insurances provided must be authorised for this jurisdiction

	A5 – Self Declaration for Financial Information

	Tax Compliance

	Option 1:
I confirm and declare being tax compliant. The Contracting Authority can verify your tax clearance status through Revenue’s online facility at http://www.revenue.ie/en/online/tax-clearance.html  To this end, please confirm:
	Yes
	

	
	No
	

	Applicant Name:
	

	Tax Reference Number (PPSN):
	

	Access Number:
	

	Option 2:
I confirm that I hold a current valid Tax Clearance Certificate (generally relates to Non-Residents)
To this end, please confirm:
	Yes
	

	
	No
	

	Registration Number:
	

	Certificate Number:
	

	Option 3:
I confirm that I have applied for Tax Clearance status or a Tax Clearance Certificate which will be made available on request
	Yes
	

	
	No
	

	Turnover

	I confirm that our minimum average annual turnover exceeded €250,000 for each of three (3) preceding financial years.  (Applicants can select from the following years: 2025, 2024, 2023, & 2022) or pro rata if more recently established.  Details of the Applicant’s turnover for each of the three (3) preceding years must be provided in the following format where Financial Year 1 is the most recent financial year:

	Financial Year
	Year 1
	Year 2
	Year 3

	Turnover
	€
	€
	€

	Month of financial year end
	
	
	

	I confirm that I will provide the following promptly on request at any time prior to the tender list being finalised: evidence of turnover for the past three financial years.  
	Yes
	

	
	No
	

	Insurances

	I confirm that we have the following insurances in place:

	Insurance Type
	Level in place
	Details of Excess
	Expiry Date

	Employer Liability
	€
	
	

	Public Liability
	€
	
	

	Professional Indemnity
	€
	
	

	Cyber insurance
	€
	
	

	I confirm that I will provide the following promptly on request at any time prior to the award decision being made: 
Evidence of insurances in place      
or 
Letter from Insurance Broker confirming that the required levels could be put in place if successful
	Yes
	

	
	No
	

	I confirm that if successful, where the levels required under the contract or framework are higher than those currently in our possession, I will be in a position to put the required forms and levels of insurances required in place promptly.
	Yes
	

	
	No
	

	Please note that the Contracting Authority will seek to verify self-declarations regarding financial capacity prior to next stage of the competition.

	Signed:
	

	Position:
	

	Date:
	





	A6 – Declaration of Bona Fides (Under Public Sector Directive 2014/24/EU - Article 57)

	Weighting: Pass/Fail
Pass requirement: Applicants must complete, sign and date this Declaration. The Contracting Authority reserves the right at its discretion to exclude a non-compliant applicant under each heading.  This must be completed by each group member.

	Economic Operators will be excluded from the procurement process if, within the past five (5) years, there is evidence of a conviction relating to a specific criminal offence listed below (see 1.1) or if they have been the subject of a binding legal decision which found a breach of legal obligations to pay tax or social security contributions (see 1.2) (except where this is disproportionate e.g. where only minor amounts are involved).

	1.1
	Has the Economic Operator or a member of their proposed consortium, (if applicable), Director, or Partner or any other person who has powers of representation, decision or control, been convicted of any of the following offences?
	Yes
	No

	
	
	Please indicate your answer by marking ‘X’ in the relevant box

	1.1a
	participation in a criminal organisation, as defined in Article 2 of Council Framework decision 2008/841/JHA;
	
	

	1.1b
	corruption, as defined in Article 3 of the Convention on the fight against corruption involving officials of the European Communities or officials of Member States of the European Union and Article 2(1) of Council Framework Decision 2003/568/JHA as well as corruption as defined in Irish Law or the jurisdiction in which the Economic Operator is established;
	
	

	1.1c
	fraud within the meaning of Article 1 of the Convention on the protection of the European Communities’ financial interests;
	
	

	1.1d
	the subject of a conviction for terrorist offences or offences linked to terrorist activities or for inciting or aiding or abetting or attempting to commit an offence;
	
	

	1.1e
	the subject of a conviction for money laundering or terrorist financing;
	
	

	1.1f
	the subject of a conviction of child labour and other forms of trafficking in human beings;
	
	

	1.2
	Non-payment of taxes or social security obligations
Has it been established by a judicial or administrative decision having final and binding effect in accordance with Irish law or the legal provisions of the country in which the Economic Operator is established (if outside Ireland), that the Economic Operator is in breach of obligations related to the payment of tax and social security contributions?
If the response to 1.2 above is in the affirmative, please provide further information on the decision and the amounts involved.
	
	



	An Economic Operator who answers ‘Yes’ in any of the situations set out in paragraphs 2.1.a to 2.1.i will be excluded.

	2.1
	Please indicate if any of the following situations have applied, within the past three (3) years, or currently apply, to your organisation.
The Economic Operator:
	Yes
	No

	
	
	Please indicate your answer by marking ‘X’ in the relevant box

	2.1a
	has, in the performance of any public contract, failed to comply with applicable obligations in the field of environmental, social and labour law applying at the place where the works were carried out or the services provided, as established by EU law, national law, collective agreements or by international, environmental, social and labour law listed in Annex X of Directive 2014/24/EU;
	
	

	2.1b
	is bankrupt or the subject of insolvency or winding-up proceedings, its assets are being administered by a liquidator or by the court, or has entered into an arrangement with creditors, suspended its business activities or is in any analogous situation arising from a similar procedure under national laws and regulations;  
	
	

	2.1c
	is guilty of grave professional misconduct which renders its integrity questionable;
	
	

	2.1d
	has entered into agreements with other Economic Operators aimed at distorting competition;
	
	

	2.1e
	has a conflict of interest within the meaning of Article 24 of 2014/24/EU that cannot be effectively remedied by other, less intrusive, measures;
	
	

	2.1f
	confirms that it has had prior involvement in the preparation of the procurement procedure which has resulted in a distortion of competition, as referred to in Article 41 of 2014/24/EU, that cannot be remedied by other, less intrusive, measures;
	
	

	2.1g
	has shown significant or persistent deficiencies in the performance of a substantive requirement under a prior public contract, a prior contract with a contracting entity, or a prior concession contract, which led to early termination of that prior contract, damages or other comparable sanctions.
	
	

	2.1h
	· is guilty of serious misrepresentation in supplying the information required for the verification of the absence of grounds for exclusion or the fulfilment of the selection criteria; or
· has withheld such information or is not able to submit supporting documents required under Article 59 of Directive 2014/24/EU; or
	
	

	
	· 
	
	

	2.1i
	has undertaken to:
· unduly influence the decision-making process of the contracting entity, or
· obtain confidential information that may confer upon the applicant undue advantages in the procurement procedure; or
· negligently provide misleading information that may have a material influence on decisions concerning exclusion, selection or award.
	
	

	Declaration re Statutory Obligations

	We confirm that we are fully compliant with the following legislation, or equivalent legislation in our country of establishment / operation:
	Yes
	No

	(i)
	Employment Equality Acts 1998-2011
	
	

	(ii)
	Equal Status Acts 2000-2011
	
	

	(iii)
	National Minimum Wage Act 2000 as amended
	
	

	(iv)
	Organisation of Working Time Act 1997 as amended
	
	

	(v)
	Safety, Health and Welfare at Work Act 2005 and Safety, Health and Welfare at Work (General Application) Regulations 2007
	
	

	(vi)
	Disability Act 2005
	
	

	(vii)
	General Data Protection Regulation 2016/679
	
	

	(viii)
	We have procedures in place to ensure that our subcontractors, if any are used for this contract, apply the same standards.
	
	

	This Declaration is made for the benefit of the Contracting Authority  
I certify that the information provided in this declaration is accurate and complete to the best of my knowledge and belief.  I understand that the provision of inaccurate or misleading information in this Declaration will lead to my organisation being excluded from participation in this and future tenders and I am signing on behalf of:

	Name of Economic Operator:
	

	Authorised Signatory:
	

	Name in Block Capitals:
	

	Position:
	



A7  Article 5k Declaration:
	EU REGULATION 2022/576 ON RESTRICTIVE MEASURES IN THE CONTEXT OF RUSSIAN ACTIONS IN THE UKRAINE

	
A.
	In the light of Russian actions in the Ukraine, the European Council adopted a new regulation – EU Regulation 2022/576, aimed at restricting participation in economic activity by economic operators from the Russian Federation.  Article 5k of the Regulation prohibits the award or continuation of contracts falling within the scope of the Public Procurement Directives to persons or undertakings related to the Russian Federation. To comply with EU Regulation 2022/576, the Contracting Authority is seeking a declaration from economic operators to this effect.

	B.
	I declare that [enter name of Tenderer] none of the exclusions specified in EU Regulation 2022/576 to any party associated with this tender.
	Yes
	No

	
	
	
	

	This Declaration is made for the benefit of the Contracting Authority
I/We certify that if a Trade Union refers a case concerning such employees of this company, whom they represent, to the Workplace Relations Commission conciliation service or to the Labour Court for investigation, that the company will accept the invitation and participate in such conciliation conferences or hearings, as appropriate.
I certify that the information provided in the Declaration of Bona Fides, the Declaration re Statutory Obligations, and the Article 5k Declaration is accurate and complete to the best of my knowledge and belief.  I understand that the provision of inaccurate or misleading information in these Declarations will lead to my organisation being excluded from participation in this and future tenders and I am signing on behalf of: 

	Name of Tenderer      
	

	Name of Authorised Signatory
	

	Position
	

	Signature
	

	Date
	



[bookmark: _Toc39567206][bookmark: _Toc231748572]SECTION B: Weighted Criteria
	B1	PREVIOUS EXPERIENCE
Weighting: 80% (Maximum 8,000 marks, Minimum 4,800 marks)

	Minimum requirements to remain eligible in the competition:
Applicants must demonstrate relevant previous experience in the successful provision, configuration, implementation, integration and support of Microsoft Teams-compatible contact centre and/or omnichannel customer contact solutions of a similar scale and complexity to the requirements of this competition.
Submissions should clearly outline:
· Experience in delivering contact centre solutions incorporating core features such as skills-based routing, priority routing, IVR, queue management, callback functionality, agent/supervisor dashboards, and reporting/analytics.
· Experience in delivering Microsoft Teams-compatible contact centre solutions, including (where applicable) presence/status visibility, warm transfer workflows and integration with Teams telephony/collaboration environments.
· Experience in delivering omnichannel capability (e.g. voice, email, SMS/chat and/or video escalation), including channel management by agents within a unified interface.
· Experience in integration with CRM and/or line-of-business systems (including API-based integrations, screen-pop functionality, data export/import, and interface configuration).
· Experience in implementing AI-enabled features relevant to contact centre operations (e.g. call recording, transcription, summarisation, knowledge support tools with controlled content/guardrails), where applicable.
· Experience in delivering solutions in environments with strong data protection, security and compliance requirements, including GDPR and data residency/hosting requirements.
· Evidence of successful delivery for public sector and/or other large multi-user service environments, including operational continuity and support arrangements.
· Experience in managing SIP lines.
· Experience in Teams Calling support.
Applicants must provide details of three (3) relevant projects completed in the last five (5) years, including:
· Client name and contact details (for reference purposes only)
· Description of the services/solution delivered
· Scope of implementation (channels, integrations, user base, locations/business units as applicable)
· Project timeline and key deliverables 
· Applicant’s specific role and responsibilities 
· Key challenges, how they were addressed, and outcomes achieved 
Marks will be awarded based on the relevance, scale, complexity, quality and demonstrable success of the Applicant’s previous experience in relation to the requirements of this competition.
Please note only the first three examples submitted will be evaluated. 
Page limit is 10 x A4 pages.  The Evaluation Team will not consider any information outside the maximum number of pages allowed. 

	Provide your response here











	B2	QUALITY ASSURANCE MEASURES 
Weighting: 15% (Maximum 1,500 marks, Minimum 900 marks)

	Minimum requirement to remain eligible in the competition: 
Applicants must demonstrate robust quality assurance and service delivery measures that will be applied in the provision, implementation, integration, support and ongoing maintenance of the contact centre solution under the Framework Agreement.
Submissions should include:
· Quality assurance processes and controls for solution configuration, implementation and integration. 
· Approach to testing, including system/integration testing, user acceptance testing (UAT), defect management and go-live readiness. 
· Approach to change control, release/update management and version control. 
· Processes for incident management, problem resolution, escalation and service continuity. 
· Approach to service monitoring, performance management and continuous improvement. 
· Details of relevant certifications and/or standards (e.g. ISO 9001, ISO 27001 or equivalent), where held

Marks will be awarded based on the comprehensiveness, suitability and effectiveness of the Applicant’s quality assurance and service delivery measures in the context of a business-critical customer services contact centre solution.
Page limit of 4 x A4 pages. The Evaluation Team will not consider any information outside the maximum number of pages allowed.

	Provide your response here







	B3	ENVIRONMENTAL CONSIDERATIONS 
Weighting: 5% (Maximum 500 marks, Minimum 300 marks)

	Minimum requirement to remain eligible in the competition: 
Applicants must describe how environmental considerations and sustainability measures will be incorporated in the delivery of the services under the Framework Agreement.
Submissions should address:
· Measures to minimise environmental impact associated with hosting, data storage and service delivery (e.g. energy-efficient data centres/cloud hosting, where applicable). 
· Measures to reduce unnecessary resource consumption in deployment, support and maintenance activities.
· Organisational environmental management practices and/or sustainability policies relevant to delivery of ICT/software services. 
· Any measures supporting the Contracting Authority’s green public procurement objectives..
Marks will be awarded based on the relevance and effectiveness of the environmental measures proposed and the Applicant’s demonstrated commitment to sustainable service delivery.
Page limit of 2 x A4 pages. The Evaluation Team will not consider any information outside the maximum number of pages allowed.

	Provide your response here
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